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Abstract— E-Government is an application of 
government information system technology to support 
public service system and dissemination of information 
from government to society that used in every element of 
government. Batu City Health Office website 
(http://dinkes.batukota.go.id) is part of Batu City 
Government e-Government system that was built to 
support publication of government information to the 
public. According to observations, there was a decline in 
visitors from the number 150 visitors in October 2017 to 
50 visitors in November 2017. While in December 2017 
stable at the number 50 visitors. Based on the anomaly 
incident, the aim of this study is to evaluate an e-
government in Batu City Health Office by doing the 
assessment of website service quality from the user side. 
This evaluation uses e-Govqual and Heuristic Evaluation 
methods. Assessment of e-govqual attributes on 
performance values and interests in the IPA quadrant 
resulted in the conclusion that there are 24 attributes in 
A and C quadrants in the IPA quadrant that need to 
improve attribute quality. Suggestions based on 
quadrant A and C in the form of recommendation 
improvement in the form of recommendation mockup 
based on 10 principles of heuristic evaluation. This 
evaluation is carried out to determine the quality and 
usefulness of an e-Government in order to improve 
service to its citizens. 
 
Keywords—E-Government, E-Govqual, Heuristic evaluation, 
Importance-Performance Analysis (IPA) 
I. INTRODUCTION  
Electronic government or e-Government is an application of 
information technology in government systems supporting 
the public service system and dissemination of information 
from government to society that can be used on every 
element of government [1]. The Government of Indonesia's 
efforts in implementing e-Government in the system of 
government is made by the Presidential Instruction of the 
Republic of Indonesia Number 3 the Year 2003 on Policy 
and Strategy of e-Government Development which 
discusses four pillars of e-Government namely content, 
infrastructure, application, and human resources [ 2]. Based 
on these policies, many local governments began to build 
and develop a website-based public service. One of them is 
the government in Batu City.  
Batu City Health Office released website 
(http://dinkes.batukota.go.id) in mid-July 2017. This website 
is part of e-Government system of Batu City government. 
According to the Batu Municipal Health Office, the 
construction of a useful website supports the publication of 
important information from the central government to the 
local government, then forwarded to the community around 
the area. According to the results of the analysis of the 
website http://similarweb.com, the website of Dinkes Kota 
Batu (http://dinkes.batukota.go.id) has decreased from 150 
visitors in October 2017 to 50 visitors in November 2017. 
While in December 2017 the number is stable at the number 
50 visitors  
 After conducting interviews with Dinkes website 
manager staff, the decrease in the number of visitors 
occurred because the website information is not updated 
regularly and there is no big activity implemented by the 
Health Office in those months. So that people feel there is 
no information missed on the website of Batu City Health 
Office in the last 3 months in 2017. Referring to the regional 
regulation No. 4 of 2014, the government has an obligation 
to evaluate the entire system of public services that include 
preparation to implementation and community responses to 
the system. This activity became one of the efforts to 
improve the quality of service and information 
dissemination to the community. What is the level of public 
confidence in e-Government website about freedom from 
danger risk, doubts during online process, website 
reliability, quality of e-Government website information and 
other questions related to website services as a form of e-
Government website implementation of Batu City Health 
Office. It is necessary to evaluate the quality and usefulness 
of e-Government in fulfilling public service by evaluating 
the quality of e-Government service with the e-Govqual 
approach.  
E-Govqual is a method of measuring the quality of e-
Government services to the community. Thus, the user or 
society can judge the quality of service by drawing on the 
dimensions of E-Govqual. E-Govqual has 6 dimensions: 
Ease Of Use, Trust, Functionality Of The Interaction 
Environment, Reliability, Content, And Appearance Of 
Information, Citizen Support [3]. In addition, researchers 
also used IPA analysis methods to calculate the level of user 
satisfaction with the system.  
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Importance-Performance Analysis (IPA) is a method of 
measuring the level of user satisfaction of goods, services, 
and services. IPA approach is based on interests or 
expectations (importance) and performance on products or 
services [3]. The results of E-Govqual method analysis will 
be divided into a Cartesian diagram with 4 quadrants ie 
quadrant A (concentrate here), quadrant B (keep up the good 
work), C quadrant (low priority), and D quadrant (possible 
overkill) and x-axis and y-axis. The x-axis of the diagram 
represents the level of performance and the y-axis represents 
the degree of importance [4].  
Based on these problems, it is necessary to evaluate e-
Government in Batu City Health Office by assessing the 
quality of website services from the user side. This 
evaluation uses e-Govqual and Heuristic Evaluation 
methods. 
II. RESEARCH METHODOLOGY 
A. Problem Identification 
Problems in e-Government Batu City Health Office 
do not yet know the quality of service assessments website 
Batu City Health by the community, so there is no website 
improvement in accordance with the interests of the people 
of Batu. Based on the problems and references obtained, 
then analyzed the evaluation of website services is needed. 
The method of analysis using e-Govqual and IPA method 
with the results of this study are able to identify the 
attributes of 6 E-Govqual dimensions that affect the 
performance of the Batu City Health Office website based 
on user needs and can categorize the interests and 
performance of the website using the IPA method. 
B. Study of Literature 
The literature study was conducted to study the 
related field relevance of this research. Researchers 
understand all matters relating to e-Government, e-Govqual, 
IPA method, and all documents related to Batu City Health 
Office website and other documents.  
C. Initial Data 
Stage of initial data collection through direct 
observation and interviews in the staff of program and 
report Batu City Health Office. This stage is done to 
determine the reason for the need for evaluation on the 
website of Batu City Health Office. The results of 
observations and interviews show a decrease in the number 
of visitors because the information on the website is not 
updated regularly and there is no big activity implemented 
by the Health Office in those months. There is a behavior 
that people have read the latest information on the website 
of Batu City Health Office in the last 3 months in 2017.  
D. Instrument Arrangement 
At this stage,  the researcher determines the research 
variables and develops the evaluation questionnaire. The 
determination of research variables is done as a reference 
for making a questionnaire. The research variable consists 
of two, namely the independent variable and the dependent 
variable. The independent variable is a variable that affects 
the bound variables while the dependent variable is the 
variable that becomes the result of the independent variable. 
The independent variables in this study are e-Govqual 
dimensions: Reliability, Trust, Citizen Support, 
Functionality of the interaction environment, Content and 
appearance of information, Ease of use. While the 
dependent variable is E-government Service Quality.  
Preparation of questionnaires based on the previous research 
questionnaire grid. The basis for making the questionnaire is 
the e-Govqual attribute consisting of 6 dimensions and 47 
attributes [5]. Later the questionnaire calculation was done 
using a Likert scale. The following are the e-Govqual 
dimensions used in this study.  
TABLE I.  E-GOVQUAL DIMENSION 
Ease Of Use Trust 
Website's structure Not sharing personal information with others 
Customized search 
functions Protecting anonymity 
Site-map Secure archiving of personal data 
Set up links with search 
engines Providing informed consent 




authenticating the parties 
involved  
Ability of customization A procedure of acquiring username and password  




The Existence of online 
help in forms  Encrypting messages 
Reuse of citizen 
information to facilitate 
future interaction 
Digital signatures 
Automatic calculation of 
forms Access control 
Adequate response format 
Reliability 
Ability to perform the promised 
service accurately 
In Time service delivery 
Accessibility of site 
Content and appearance 
of information Browser - system compatibility 
Data completeness Loading/transaction speed 
Data accuracy and 
conciseness 
Citizen Support 
User-friendly guidelines  
Data relevancy 
Help Pages 
Frequently Asked Questions 
Updated information Transaction tracking facility 





Colors Prompt reply to customer inquiries 
Graphics Knowledge of employees 
Animation Courtesy of employees 
Size of web pages The Ability of employees to convey trust and confidence 
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E. Feasibility Test of Questionnaire 
Testing performed includes testing the validity and 
reliability testing. Valid or not a questionnaire needs validity 
testing. While the reliability test conducted to measure 
(accuracy) questionnaire made. Reliable research 
questionnaires when statements used as a measurement tool 
can be trusted.  
F. Data Collection 
At the data collection stage, the researcher took the 
research sample. Characteristics of the samples used are all 
existing staff at Batu City Health Office. According to data 
until 2018, the number of staff in the health office amounted 
to 64 people. The entire staff has the same opportunity to be 
the respondent in this research. This is because the existing 
system of Batu City Health Office is familiar to staff and 
employees of Batu City Health Office so that the results of 
the data will be natural and not biased. 
G. Data Analysis and Recommendations  
Data collection was done by distributing a 
questionnaire directly (offline) to Batu City Health Office 
staff. The entire staff has the same opportunity to be the 
respondent in this research. Further processing of IPA data 
using SPSS application. After knowing the final result of the 
analysis it will be made document recommendation system 
based on ten principles of heuristic evaluation.  
H. Preparation Reports 
The last stage of making research reports along with 
suggestions and recommendations of researchers on the 
improvement of the Batu City Health Office website. 
Improved performance of website services is expected after 
the interests of users. 
III. RESULT AND DISCUSSION 
A. Validation Test 
The study used a significance value of 5% where r 
table value as a reference of 0.361. From the result of 
validity test with SPSS software get the result that is 
performance attribute A19 get result count equal to 0,351 
where result under r table specified. At attribute importance,  
A19 get result above r table value equal to 0,696. The result 
can be concluded that the A19 attribute is still needed by the 
user so that although the performance value of attribute A19 
is below r table value, the attribute is still valid because of 
the importance value above r table value. The conclusion 
that 47 attributes or statements, all attributes are valid. It is 
known from the calculation r calculate the value is greater 
than the value of r table. 
B. Reliability Test  
This test gets the value of Alpha for the interest of 
0.971 and the performance of 0.966. The indigo values are 
then compared with r table with n = 30 with 5% 
significance, r table value of 0.361. Then it can be 
concluded the value of alpha interest and performance is 
greater than the value of r table which means that all 
statements on the questionnaire have been reliable and 
reliable as a measuring tool of research. 
C. IPA Method 
In the calculation of Importance-Performance 
analysis, there are 3 stages, the three stages will be 
described as follows:  
1. The first stage in the IPA method is to determine the 
level of conformity between the level of importance and 
the level of performance quality attributes studied 
through the comparison of performance scores with 
interest scores. By using the formula 
                         (3) [6] 
By using the formula, it is found that the website 
suitability level is 92,94% which means that the website 
is in the category 'SESUAI'. According to Sukardi and 
Cholis (2006), the level of conformity that is in the range 
of values close to 100% means that the service or goods 
used have a good level of conformity  
2. The next stage is to calculate the average for each 
attribute perceived by the user to determine the value 
staged 3. The formula used is 
                                
(4) [6] 
 
At this stage the calculation of the average value of 
performance and importance in which the results are used 
to calculate the boundaries X (performance) and Y 
(interests) in the IPA quadrant. 
 
3. The third or last stage calculates the average of all 
attributes of importance (Y) and performance (X) which 
are the limits in a Cartesian diagram. This means that the 
results of the average interest and average performance 
are calculated based on the number of statement 
attributes in the questionnaire. The result data from this 
stage is obtained by the formula  
                            (5) 
[12] 
 
then the result of this staged calculation will be used on 
the calculation of IPA using SPSS.  At this stage, the 
average of total performance is 3.57 and the average 
interest is 3.84. These values will then be the boundaries 
of X and Y in the IPA quadrant where the limit 
determines which attributes need improvement. 
 
After completing the calculation of phase three, then the 
process will be taken on the SPSS application to find out 
how the distribution of e-Govqual attributes in the IPA 
quadrant.  
 
D. Calculation of IPA 
After the IPA quadrant calculation results are known 
then the next step is to use the data of stage 3 results from 
the IPA method on SPSS so that the quadrant results 
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obtained as shown below. In this picture, it looks at which 













                 PICT 1. CALCULATION OF IPA 
1. Quadrant A (concentrate here)  
High-interest rate values and low-performance levels. 
This means that attention needs to be paid attention to the 
improvement and improvement of attributes that are 
considered less. Service in this quadrant is a top priority for 
quality improvement. From the research results found that 
there are five attributes that need to be a priority 
improvement that is the attribute at number 8 (not the 
private data part), 9 (protect anonymity), 10 (protection of 
personal data archives), 28 (completeness of data), 31 
(update information) , 39 (help pages) and 45 (employee 
knowledge). According to the user, both attributes are not 
meet the needs yet of users and performance provided 
services are still lacking.  
2. Quadrant B (keep up the good work) 
The high value of importance and high-performance 
level. It means having an opportunity to maintain attributes 
that have advantages. Service in this quadrant is considered 
important by the user so it must be maintained. In this 
quadrant, there are 18 attributes that can be maintained 
existence because the service performance is in accordance 
with the needs of users  
3. Quadrant C (low priority) 
The value of importance and level of performance is 
just as low. This means that in this quadrant shows some 
less important aspects of the effect for the user so that 
attribute performance in this quadrant is not maximal and 
tend to be low. To improve it needs to be improved on these 
attributes. There are 16 attributes that need improvement: 
number 2 (keyword conformity), 6 (personalization of 
information), 7 (customization ability), 12 (use of personal 
data), 13 (identity authentication), 14 (procedure of 
obtaining account), 15 (access control), 19 (online help), 20 
(use of previous information), 21 (automatic form filling), 
41 (transaction tracker), 16 (encryption) , 43 (problem 
solving ability), and 44 (the speed of replying to user 
questions). Attributes in this quadrant have a low priority 
because they are considered unimportant by users due to 
poor service quality. 
 
4. Quadrant D (possible overkill) 
The low value of importance and high-performance 
level. This means that all the attributes that exist in this 
quadrant is considered not too important by the user but has 
excess resources. So in this quadrant, the existing attributes 
can be ignored or deleted. In this study, there are 4 attributes 
that are in quadrant 4.  
IV. CONCLUSION 
The conclusions of this study are as follows: 
The level of service suitability of Batu City Health Office 
website is 92.94% which means that the website is in the 
'SESUAI' category, but the other consideration is the result 
of calculating the importance of the users and the value of 
website performance in the IPA quadrant. According to the 
results of IPA quadrant calculations, it still needs 
improvement for users in accessing the website services. The 
analysis results from the IPA awareness states that of the 47 
attributes, there are 24 attributes that need to be improved. 
With 3 attributes on ease of use dimensions, 10 attributes on 
trust dimension, 3 attributes on the functionality of the 
interaction environment dimension, 2 attributes on content 
and appearance of information dimensions, and 6 attributes 
on citizen support dimension.  This journal still has 
shortcomings, namely the need to create a prototype website 
design so that improvements can be made according to the 
needs of users that have been previously evaluated. 
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